
onnectivity Billing and
Recording
Deti-n-i-ti-QD I

This section describes the settlement and
dispute resolution procedures, hilling
'()rnlitl, und perfornulRce spcciJications to
which II.lEes must adhere ullder the
inlcrconnect ion agrecineili.
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Connectivity Billing and Recording
Settlement and Dispute Resolution Procedures

• Oilling disputes shall he escalated at nn later than 60 and 90
days, and if not resolved within 120 days, should be resolved
via formal dispute resolution procedures

• CLEC shall he reimhursed hy ILEC for incorrect charges
including \vithout limitation:
- overcharges
- services not delivered or not delivered in a tilncly and

accurate 1l1annCr
- interrupted services
- services of poor quality
- installation prohlcnls caused hy II,E( ~
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Connectivity Billing and Recording
. Billing FOflllat St.andards

• ILEC shall provide a nlonthly connectivity hill

- for charges not Inore than 90 days preceding (except as
permitted by law)

- that will be closed to analysis or further transactions (except
. audits) nine Inonths ufter the Bill (lute

• Connectivity charges will he hilled in actual conversation
seconds

• ILEe invoices will he presented in CABS or SECABS fonnut
(with sufficient rate elelnent detail to allow CLEC to lludil hills)

• All usage records will he transmitted electronically each dny:

- Via Electronic Interfaces, including hut not lilnited to
Connect (lirect (NOM)

• Capitol expenses associated with collocation shall he invoiced
separately Ihlnl connectivity charges
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Connectivity Billing and Recording
Perfonnance Measurements

• ILECs shall test electronic transmission prior to sending
production connectivity bills

• ILECs shall meet timeliness perfonnance specifications for
the provision of Exchange Message Record (EMR) records

• ILECs shall meet accuracy performance specifications for
both Usage and Connectivity billing

• ILECs shall meet completeness performance specifications for
both Usage and Connectivity billing

• fLEC must provide reports detailing prescribed performance
results for the ILEC itself, all CLECs on average, and the
individual CLEC on at least a monthly basis with sulliciellt
historical data to allow trending
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rovision of Customer
Usage Data

Deti-n-iti-O-l-. I
This section describes the requirenlents for
the ILEe's provision or reconled usage
datil tn support suhscriher hilling.
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Provision of Customer Usage Data
Recorded Usage Data

• Recorded usage data includes, but is not limited to the
following:

- call atteillpts
- completed calls (no charges shall he incurred Itlr incOlllplctc call
. auelnpts)

- use ofCLASS/custom features
- Infonnntioll Service Provider (ISIl) calls

- IXC specilic access usage

- directory assistance calls via ILEC-provided service

- CENTREX station level detail records

- conlpleted nat rate calls which the II.EC 1l1ay not record Ihr its own
oflerings

• Recorded usage data shall he translniUcd to the CLEC dRily

• fLEes shall not charge any fees for recording, rating or
translnitting usage data

- Il.l:e shalllnnvide Ihe Iransporl facilily ItUOlransmilling usage iIIul
hilling dala 10 Ihe ('1.1:(:
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Provision of Customer Usage Data
Controls and Lost Data

• ILEe shall perform operational and interface testing
to ensure that usage records can be sent to the CI-IEC
and accepted, extracted, and processed

• ILEe shall recover lost, dalnaged, or destroyed data
resulting froln its errors or oln issions at no cost to
the CI-IEC

I.



Provision of Customer Usage Data
Performance Measurements

• ILECs shaliineet performance standards for timeliness

• ILECs shall meet a 100% performance standard for
complete transmission of all records, or face liability for
lost revenue

• ILEes shall meet performance standards for accuracy

• ILECs shall meet performance standards for responsiveness

• ILEC must provide ,reports detailing prescribed
performance results for the ILEC itself, all CLECs on
average, and the individual CLEC on at least a Inonthly
basis with sufficient historical data to allow" trending
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aintenance·.

Defin-i-tio.. I

This section describes the requirelnents lor
thc II ..EC's provision of rClluir,
Illuintenance, testing and surveillance fhr
all resale and unbundled network elements.
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Maintenance
Service Parity

• fLEe service parity shall include, ensuring that CLEC suhscrihers:

- receive response priority C()lUti to that of' fLEe suhscribcrs

- are handled on a "first conlC first served" hasis along with II J~(~
Sllbscribers

- receive regularly scheduled maintennnce for network elclllcnts
equal in quality to that provided hy the ILEe for its own nctwork

• CLEC shall handle all interact ion with CLEC subscribers, including,
but not limitcd to:

- scheduling technician" visits

- noti fying the subscriber of trouble status and resolution
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Maintenance
Emergency/Disaster Recovery Procedures

• ILEC shall provide the CLEC a descr"iplion of all emergency
restoration plans and disaster recovery plans, including, but not
limited to:

-"immediate noti tication of outages

- single point of contact for coordinating and restoring service

- real-time access to status informution

- equal priority for CLEC and ILEC subscriber restoration
efforts

- methods and procedures for dispatch of Inobile equipment

- mutually developed escalation procedures

• ILEC shall infonn CLEC of repair completion and trouble
reason
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Maintenance
System Interfaces

• ILEC shall cooperatc with the CLEC to estahlish real-thne,
electronic intcrnlces that are sccunless and transparent to CI.EC
personnel
- electronic .bonding shall he system to systenl connections with

immediate update capahilities that do not cause CI.ECs to use II.EC
systenls via renlote hook lip or nny other Ineans of access

• Electronic interfaces shall perlnit the CLEC to pCrfOrill
activitie~, including but not limited to thc following:

-- proactively identify potentinl service degradntion

- enter trouble reports

- retrieve and track current s,atus

- receive estilnnted time to repair (Er I1'R) inforn18tion real-time

- retrieve all tilne nnd n18terinl chnrges at the tinle of ticket closure

- receive autolnated notification ofcase closure
- at CLEC's discretion,' remotely perform mechanized line tests and

ohtain reconunended course of action directly froln II.EC systems

• ILEe shall work \vith the (~LEC to suppurt developlnent of nn
industry standard trnllhlc rcport entry Itlrnlat and ilnplclnent
stich standard alicr linal resnh.linn hy Ihe I':CH ~
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Maintenance
Perfonnance Measurement and Reporting

• ILEC shall cOlnply with performance standards related to:
- answering incoll1ing trouhle reports Ii-Olll the CI4EC

- adhering to specified repair intervals for any out of service trouble ticket
- restoring emergency network outages

- restoring outages that require a premises visit
- restoring outages that do not require a prenlises visit

- repeal trouhle report rates from the sanle suhscriber

• ILEC must provide reports detailing prescribed performance
results for the ILEC itself, all CLECs on average, and the
individual CLEC on at least a monthly basis with sufficient
historical data to allow trending
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Miscellaneous Services and
Functions
Defi-ll-it-i-OD i

This section describes the requirements for
lhe II .EC's provision of911, directory
assistance, operator services, and directory
lisling services.
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Miscellaneolls Services and Functions
911 and E911 Requirements

• fLEe shall use its service order process 10 update and Inaintain
customer information in the Automatic I.ocation
Identification/Data Management System (ALI/DMS) database
- the ALI database shall he managed by the ILEC, but open access

shall be provided to all participating telephone companies

• CI.EC may request that the If.EC provide 911 and E911 access
through direct trunks from the CLEC to the E911 Puhlic Sufety
Answering Point (PSAP)

• fLEC and the CLEe shall arrange for electronic transmission of
the following:

- daily changes clnd updates to Ihe emergency public agency telephone
nunlbcrs linked 10 all NI1A-NXXs

- CLEC subscriber ALI record information

• ILEC shall agree to treat all data on CLEe subscribers as
strictly confidential and to lise data only I(lr the purlloSC of
providing 911 services
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MiscellaneOllS Services and Functions
.Directory Assistance Requirements

• ILEC shall roule directory assistance calls dialed hy CLEC
subscribers 10 either the CI ~EC or II~EC dialed ncccss service
platform as specified by the CI ~EC

• If the ILEC provides directory assistance services to CI J~C
subscribers, it shall provide the same level of service avnilahle to
ILEC suhscribers, including, bUI not limited to:

- nlaking service enhancements availahle to the CLEC on a non
discrinlinatory hasis

- providing the same level of support for provisioning dircctory nssistuncc
as the II.EC un(uds itself

- providing saine level of perfornlancc '()r nUluher of rings to answer,
averuge work linlc, ctc.

- at CLEC's discretion, hranding

• Allowing CLEC subscribers the same dialing protocol
(41 1/555-1212) to reach CLEC operator services as ILEe
subscribers dial

II



MiscellaneOllS Services and Functions
Operator Service Requirements

• fLEC shall route local operator service calls dialed hy CLEC subscribers
directly to the CJ .EC or ILEC operator service platform as specified hy the
CLEC

• .rthe fLEC provides operator services to CLEC suhscrihers, it shall provide
the same level of service available to fLEe subscrihers, including, hut not
limited to:

- allowing CI.EC suhscribers the same dialing protocol (0 '-1-) to reach CI.EC opcrator
services as If.EC subscrihers dial

- making service enhancements availablc to the CLEC on a non-discriminatory hasis

- providing the same level of fraud control that thc fLEC affords itself

- providing same level of performance for number of rings to answer

• Operator services provided by the ILEe to CI .EC subscrihers shall he hranded
as required by the CLEC

• ILEC shall provide an electronic feed of cllstmner call records to the CI.EC in
Exchange Message Record (EMI~) fOrillat

• ILEC shall pernlit the CLEC to interconnect its local operator syslenls wilh
the fLEC's operator system to support Busy Line Verificalionllnterrupl
services

• II.I:C shallllpdate the Line Infllrillatinn Data Base (LIDB) tllr CLI~(,
suhscrihers as pari of Ihe service order process, or provide the ('1.1':( , with
access 10 1.11)1 ~ al no charge 10 update it direclly
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MiscellaneOllS Services and Functions
Directory Listing Requirements
• Implement the Ordering and Billing Forum (OUF) defined DirectOl}' Service r~equest process

for ordering all directory listings, captions, and directory assistance updates

• ILEC shall accept real-time orders via an eleclronic inlerfnee 10
- receive CLEC subscriber informal ion for inclusion in II.HC direclory assistance mltl

directory listing databases
- receive CLEC subscriber information for inclusion in published directories
- receive CLEC subscriber delivery address infonnation 10 enable the II.HC to "ulfill

directory distribution obligations

• ILEC shall provide Ihe ability for the CI.EC to eleclronically query Ihe ILEC lisling system 10
view all listings real-lime

- ownershill of each lisling is 10 be masked

• ILEC shall nol charge for storage ofCLEC subscriber infonnation

• ILEC shall not sell or license, nor allow any third party to use CLEC subscriber listings
without the prior wrillen consent of the CI.EC

- CI.EC shall receive ils pro-rala share of any amounls paid for SllCh information
- CI.EC must be able to include in ILEC customer guide pages Ihe CI.EC's listing

• CI.EC subscriber listings shall be inlerfiled wilh ILEC subscribei' lislings
- at no charge, directory covers shan prominently indicate thai CLEC listings nre included in

the directOlY
"" al Ihc CI.Ee's oplioll, CI.EC cllslomc."s slmll rcccive a dircctory wilh a clIslumi:lCII cnvcr

hnuHlcd hy Ihc CI.F(·

• AI CI.EC's discl"Clion, allow CI.EC In hill di."cclly IlU" ,III cnh'lIIcc.1 whilc m" yclluw pilgc
ndvcrlisemcnt

'"



B
II



~
~.

~Q .~

~
. ~

~

~
E

~
a

~
~....
~

~ ~
. ~
.Cj

~
~

~6'
~

~ ~ ~
~~ ~ 5 ....:

~u
C'IJ .5

~
'C ....

~.
Q,) ~

~~ ~ > ~

~. ~ ~
~.

~
~

~.
..

.~
.~

.~
~r:

\.:) ~
~
E

~ ~
~

~.

~U
Q ~~

. ..
. .

~

.,
..

-



,._4-

~ ~
~

Q .~

ts
~

~. E

~ ~
a
~a-..

~ ~
~
~'"

~ ~
u·
~

~G
r---- ~

~
0'\ ~0'\

~
.....

~e
'"

....:
N .S

~
N

,

E::~ .~
~

~
~'"

~'-" ~

~ ~
~. ~

~
~

..

~
.s.
~

t:
~

~

0
ooC:)

~

tj~
~

u ~
Q ~~ ~



1 I 1 I.

LCUG Service Quality Measurements (SQMs)
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LCUG Service Quality Measurements (SQMs)

Introduction

Oleqrou8d:

On AUlust •• 1996, the Commission released its First Report and Order (the Order) in CC Dcdet No. 96-91 (Implementation of the local Competition
Provisions orthe Telecommunications Act of 1996). The Order established rqulations to implement the requirements oflhe Telecommooications Act of 1996.
Those re,ulations are intended to enable potential competitive local exchance carriers (CLECs) to enter and compete in localtelccommunicllions markets. Tbc
Commission found that nondiscriminatory KCCSS to operations support systems ("055") of incumbent local exc......e curicrs ("ILEes") wu essential 10
succ:essfullMdtet enb'y by CLECs. Access to operational support systems was to occur by JIIIU8I')' I, 1997. M_y variations of interim ass ......ic user
inter&ccs (''OUls'') and elcdronic pleWays have been or are beinl installed by the 'LECs. These interim systems have not provided the tIplIbility for the
CLECs to provide the same customer experience (or their customers as the .LEes do for thein. Tbc timeliness .. ltCIII¥)' of iafonnatlon processed by the
'LOC for pre-orderinc. ordei"inc and provisioninc. maintenance IIId repair, unbundlechfcments. and billinl have been less than the expectCld levels ofservice.
This lack ofservice delivery does not differ between provisioninc method, whether it is simpty buying existinc services on • wholesale basis to be resold or
interconnection utilizin, unbundled elements. Final solutions for appIication-ta-appIication real time system interfilces Ire evasive bee..- of the complexity. the
diversity ofcommitment schedules to implement them lAd the lack of industry guidelines.

On February 12. 1997. the Local Competition Users Group (LCUG) issued their "FoundIItion For local Competition: Operations Support Systems
R........ For Network PlatfcJnn Iftd Total Servic:es Reule." The COle princ:ipIes lie: Service PIrity. Perfonaance Maswanent. Electronic .nterfiIees,
Systems Inte.,tty NotiIicetion ofClllnle. .. SCM...Aclletence. EacII ordMseare sipificlld to _ .... CL6C CUllaIMl'S receive 1neIsofservice
to thole of fLEe c.......... 11Ie lCUG If'OUP indieIted .... it was essenIial that ..... be ckveloped to......-e ILEes perfonnanc:e for aft _ ass
cate.._. e.I·, pre-orcIIrina. onIIrin&" provisien naai.lullnc:c netwcIItt~ 1 opnkIr' ICI'VicIs cJWec:tory
assisunc:e•.,.... perfonunc:c, service c:enter availlbility IIId billilla. To end•• LCOO sW-comtnillee was ,...... to .......I and metrics.
The followinc document is die result of that adivity. A comprehensive list ofaI, ........... was InidaIIy~ .... diJlrllJ.lI. 10 meMbers for
review. Each committee member was then assiped a section to investiple ... propose recontIIICtIdations '*k to the 1fOUP. The IfOUP discussed each
measurement IIMI used presenI measurements criteria c:ontained in replltory requirements or aood business practices to determine the fiItaI item MId e'-ses of
service to be measured. The service quality measurement (SQM) loal was diffICUlt to set because tIae poup lacted hiItoricaI trellclecldIII frotn the fLECs. The
ILECs have been reluctant to share current performlllCC over the past 12-1' months. 11Ie loals were drawn from best ofclass and/or JOOCI business praaices.
The SQM goal may change as the ILECs start sharing historical as well as actually self- reportinl dII. benclunark by the ILEC, the CLEC, and the CLEC
industry on • going forward basis.

I.cUGSQM
Versioo 4 5/21197 12:21 PM
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LCUG Service Quality Measurements (SQMs)

Me••ure.ent PI.n.:

A lIICIISurement plan must inc:orponde It leal the followinl c...-.cteristics: I) provide statistically valid and independently verifiable COIIIJ*isons of the CLEC
and CLEC industry experience to IhIIt ofthe ILEC; 2) IICCOUId for potential performance vMiltions due to differences in service and activity mix; 3) ........ not
only service measurements but also measures directed at UNEs in lenenl and OSS interfaces; and 4) produce resuhs which cIemonstnte the nondiscriminatory
access to OSS functionality is beina delivered across all interfaces IIId a broad nnp of resold services and ...bundled clements. The measures must address
interface availability, timeliness ofexecution, and IICCUI'K)' ofexecution.

It is essentiaIlhIIt the CLECs be IIbIe to determine that they are receivina equal tratment to IhIIt provided to the ILEe and its amlilltes. Benc:IHn.ts and
perfOl'llllllCe..... that Ire edopted by the CLECs and ILECs or ordered by commissions IIId reported will determine wIIether new service providers are
receivina nondiscriminatory treatment. Benchmartt~isons should be self reported by the ILEC and reflect CLEC performance, ILEC performance and
CLEC industry performance.

The measurements contained within this document addresses metrics It the executive level. There are sevenI other levels ofmeasurements that are used for the
day-to-day activities as illustrated by the followinl simple d.........

M..._tlewl

"'er.a.-I

Precess I.proveme.t:

In addition to the actual reportina of measurements there must be a commitment to take corrective action when poor performance or non-pIrity situations are
identified. The ILECs need to self-report all measurements and analyze the rauhs. Root cause _lysis must be conducted and corrective actions hlken to
improve resuhs or resolve issues. Corrective action steps, schedules lind milestones should be developed by the ILEC and CLEC lIS appropriate to ensure timely
implementalion ofcorrective steps. .

I.ClIOSQM
Version 4 S/21197 12:2] PM
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LCUG Service Quality Measurements (SQMs)
ASSUMPTION: OSS FULLY IMPLEMENTED BY ILEe

PRE-ORDER (PO)

F••etlo. Mea••re.e.t O.Jectlve PropoMd Senlce Q.allty Mea••re.e••

Timeliness of Providing Measures the ILEC response time to a query for 9 seconds &om the time the query is launched until the following
Pre-Onlering Information appointment scheduling, service • feature availability. data is received back (91% 9 sec:: It 100% ~ S sec):

address veriflCltion, request for Telephone Numbers (TNs) • Due Date Reservation
and Customer Servic:e Rec:ords (CSRs). 1be query • Feature FlBICtion Availability
interval starts with the request message leaving the CLEC • FlC:ility Availability
and ends with the response message arriving at the CLEC. • Street Address V....ion

• Service Availability Information
• Appoinbnent Sc:hedulilll
• Customer Service Records
• Telephone Number Assipments:

I. S30 TNs rel'd in ~ 2 sec:: 91% of time It S S sec 100% of
time,

2. > 30 TNs ret'd < 2 hours 100% of time

PO-'
"ofRae......... GIl t_e x',..

T.... , of QwerIeI Seat

PO-1
Ma.CydeT_e
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